920673-95178 . 

IN THE UNITED STATES PATENT AND TRADEMARK OFFICE 



In the application of 
Serial No. 



Neil O'Connor 



Examiner 



Filed 



For 



10/723,507 
November 26, 2003 

Method and System for Distributing Contact within a Network 
Chiragr Patel 



Confirmation No* 



8999 



Art Unit 



2454 



Customer number 



23644 



DECLARATION OF NEIL O'CONNOR 



Neil O'Connor, declares as follows: 

L He is one of the inventors of the above-entitled pending United States patent application, 

2. The invention of this application was made prior to June 27, 2003. Attached as Exhibit A is an 
invention disclosure that was submitted by him and his co-inventors, Arik Elberse and Michael 
Hartman, to their employer and the assignee of the present application, Nortel Networks Ltd. That 
disclosure was submitted to Nortel on June 23, 2003 and thoroughly explains the invention of this 
application. 

3. The invention disclosure was then internally reviewed by Nortel On August 1 1 , 2003, he, and his 
co-inventors, was advised that the invention of Exhibit A was approved for the filing of a patent 
application. Attached as Exhibit B is an e-mail memorandum that was received to that effect. 

4. The invention disclosure of exhibit A was then transmitted by Nortel to outside counsel for 
preparation of a patent application. Attached as Exhibit C is a letter of August 15, 2003 to Phillip 
Coyle of F.R. Kelly & Co. who then proceeded with preparation of the patent application of the 
present application. Exhibit C also sets forth proposed date that Nortel desired, leading to the filing 
of this application. 



2 



5, The application was then prepared, and as the declaration for the application indicates, he signed 
the declaration for the application on October 23, 2003, as did his co-inventors, Arik Elberse and 
Michael Hartman. 

He further declares that all statements declared herein of Ills own knowledge are true and that 
all statements made on information and belief and believed to be true; and further that these 
statements are made with the knowledge that wilful false statements and the like so made are 
punishable by fine or imprisonment, or both, under 18 U.S.C. Section 1001 and that such wilful false 
statements may jeopardize the validity of this application or any patent issued thereon. 





Neil O'Connor 



f 9 AUG 2009 



CHDS0lCBGNCH5S5IO!vl 



EXHIBIT A 



Received 08/15/2003 11:52AM in 06:14 on line [01 for ADMIN * Pg 6/19 
15/88/2003 12:86 01279-405678 HARLOW IP LAW GROUP 



PAGE 06/19 



Nortel Networks Confidential & Privileged Information 



Invention Disclosure Submission Reply 





16224ED 


' r:"f'f-'." : ./'V^ f'-v 'V*/.' V^-i '■'■.5%' 

fc&l^fclvetfODafeY; 


27 inn 2003 




Auctioneer Networking For Contact Centers 



Inventors 



• VV ,V Wm. c 




- - IS' )K K l , - 




167086 
4 


TO Name: O'CONNOR, 
NEIL 

Known As: NEIL 
Email: 

net3o<s>euT0p 
em01.rtt.com 

Mgr First Name; DAVID . 

MgrLast'Name! • 

O'CONNELL 

Mgr Global Wl 0400337 


Location: INDUSTRIAL 
ESTATE 
MERVUE 
GALWAY 
IRELAND 

Location Code; GAL 

Dept: GL16 

Phone: 5702885 

Ext Phone: 0035391732885 

Fax: 

Ext Fax: 

MailStop; 

Citizenship r.IREL AND 


Address: 37 CARRAIG MOR, 
LACKAGH, 
CO. GALWAY* 
GALWAY 
IRELAND 

Phone; 0 


04009JL - 
6 


HRName: ELBERSE, ARIK 
Known AS: ARIK 
Email: 

e!ber?e@eur 
opemOLntcom 
Mgr- First Nanje; MICHAEL 
Mgr Last Name: CONROY 
Mgr Global ID; 0400719 


Location: INDUSTRIAL 
' ESTATE 
MERVUE 
GALWAY 
IRELAND 

Location Code: GAL 

Dept: ' GL01 

Phone: 570341S 

ExtPhone: +353(91)73 3418 

Fax: +353(91)73 3180 

Ext Fax: *353 (91)73 3150 

MailStop: 

Citizenship: IRELAND 


Address: 102 CLYBAUN 
HEIGHTS, 

KNOCKNACAJRRA/ • 
GALWAY, GALWAY 
IRELAND 

Phone: 0 


OL4K37 
7 


HRName: HARTMAN, 

MICHAEL 
Known As: MICHAEL 
Email: 

rnichael.hart 
mao@europemOl 
•nt.com 

Mgr First Names DAVID 

Mgr Last Name: 

O'CONNELL 

Mgr Global IDi 0400837 


Location: INDUSTRIAL 
ESTATE 
MERVUE 
GALWAY 
IRELAND 

Location Code: GAL 

Depf: GL16 

Phone; 5703050 

ExiPhone: +35393733050 

Fax: 

Ext Fax? 

MailStop: 

Citizenship: CANADA 


Address: 5 KILTTERNAN EAST : 

KXLCQLGAN , 
IRELAND, GALWAY 
IRELAND 

Phone: 035391796473 
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This invention is concerned with the networking of contacts across multiple nodes in a distributed contest center environment- 
The aim of tills Invention is to drive cost and quality efficiencies ill the allocation of contacts. 

The thrust of this invention Is the support of a competitive, dynamic, bidding process lasting a number of seconds, before 
contact* are awarded to a specific node in the network by the originating node. The award of the contact is based on a business 
formula contained in the contact itself. Competing nodes have the opportunity to detect all rival bids on the network and submit 
updated bids. 

The invention is also applicable to a more collaborative environment, where an indvidual company with multiple nodes might 
wish to base its routing decision on providing QoS to important customers. For example by dynamically finding a scarce skillset 
somewhere in its network. 

The description in this disclosure uses JavaSpaces technology as a vehicle for describing the principles of operation of this 
invention. However the operation is not limited to use of Spaces- For example, a database with several network connections 
could serve much the $m& purpose as the Spaces-based "Networking Cluster' 1 In the diagram provided. 



Networking based on static, rules-based logic, 
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Note thatthe slides attached to this disclosure contain a useful diagram, 

In the context of the description, the "Networking Cluster" can refer (o any network-visible repository for object exchange, All 
nodes have visibility to tbe artifacts placed into this repository. 

In the diagram attached* all objects in the red box are visible to ail nodes. The blue boxes represent separate call center nodes. 

1. When a contact is to be networked, a "Request For Proposal" (RFP) object is written to the "Networking Cluster". 

2. Other networked nodes examine the attributes of the offered contact, which are present in the RFP. 

3. Nodes submit bids for Ms contact, based on the data they see in die RFP object. 

4. The originating WF instance should allow some reasonable period before closing the auction. This is so that the bidding 
process can be effective. Possibly 2 ? 10 seconds. 

5. The originating WF instance selects the bid with the winning "score", and awards the contact to that node by assigning the 
appropriate nodelD to the "desbnatioxi" field of the contact object, and the writing the contact object into die "Networking 
Cluster". 



Notes Regarding The RFP Object 



1 . The RFP object contains information such as the skillset and media type of the contact on offer, 

2. The RPP object contains a formula - based on the offering Workflow?s own business rules - foe calculating a "score". The 
formula would factor in cost, service-level or other items which influence who will be awarded the contact. 

Nodes are in a position to see the competing bids, and submit lower bids if they wish. 

3. Bids may optionally contain full information about service level offered and cost (not just the overall "score"). This means 
that a node which is good on cost, but loses bids because of lower service level can easily obtaiu the data necessary to improve its 
chances, of winning more business. 
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This invention provides a mechanism for enabling competition between rival contact center service providers on a 
contact-by-contact basis. This will drive down costs for the individual responsible for the contact, 

This invention provides a learning mechanism for process improvment for nodes competing for contact business. Based on the 
results of bids (won or lost), the weighting of the originating node*;} requirements (e.g. service level, eosL etc) can become known 
and bidders can streamline their operation to suit the market for contacts, 

The topology of this arrangement is Peer To Peer, and therefore highly scalable. Because the calculation of the bid value is 
delegated tp the Rjfu? object, new bidders must supply their own additional processing power, instead of making demands on the 
existing nodes, There i$ no need for any 7cemraJ? entity in this arrangement. Any dedicated network-wide reporting is easily 
achieved by observing the activity in the Networking Cluster. 
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■l^^jpGHof 'this, material are the subject of a forthcoming patent application 

or discussion outside Nortel 
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00^y}^s^^B that a networked Symposium call center is in 



Background 



:.e$sterice. 



PH^gIi noie has WF, CM, MMQ, CTI, SWCP 

.^^^^.^er-torpeefciuster of JavaSpaces is used 
'^ffm^opj$e^0'^QQ.SpaGes replication service. 

MSii^j^-&M.0i^-Qs In. blue in the diagram below contain 



-its 



r^yi^Mf cl'dstfer. of spaces, not shown for clarity. Each 
^^pPiSlVi/^MQ, CTI, SWCP instance has access to a 
Stf^r^af^kfee tor performance reasons. 

||M#^'apl] WF[ instance! has a proxy object for accessing its 
jB^M^i^^i cluster, and a second proxy object for 
i^^^^osm^QM "Networking Cluster''. 



lit^She above-serves as the platform for this proposal. 
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Proposal 




attributes of the 
RFP. 

based on the data 



II'M^^f^W^inatirig WF. instance should allow some 
^™%r#f^ofiab]e period before closing the auction. This is 
•MSi§fo^n : atthe ; bidding-process can be effective. Possibly 

^M|fcil..; s ecbnds. ; 

^3%flh> : Q.r'iginating WF instance selects the bid with the 
lll^jBnl'n'g'/'seore", and awards the contact to that node 

the writing 




gg^f the^bhtact object into the "Networking Cluster". 
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If ^ef§fe#View: Auctioneer Networking 



Networking piusterl 







^jqa^^bJeot-Hh'to 



^i.'say,^ sec,, the cirlfaln 



|»fjB[a^jfe3|tij&.heaI contact (ri tjie rfw cluster 



tain's roquir ! sk [Isret/etc. 



WF 



2. RepHcallon of Vwivque 
causes trigger ol notify 
callback in WF In stances 
h/w whJah are ca >able of 



tingWF 
ftv clust 
nst^nce.}D 

Node 1 : US-East 



handling contact 

5 ' tJ3ter ' 3. Eaetj WF /esplnda by placing a 

"reqtte ;\ to ijand 



WF 



MMQ 



o" in their n/w spaca. 



5. Wf senc s ne v|y acquFred contact to MMQ 



Node 2 : US-West 
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mmm: rfp object 

W^$$jj$fcP -object pontalns information such as the 
Jl^niset-and media type of the contact on offer, 

^&^fe#F^ object contains a formula - based on the 
^Mwte'WorWWs own business rules - for 
^S^ISteihg ; a;'"scdre". The formula would factor in cost, 
iSS^S^i^' or other items which influence who will 
WMiMi i s$0H0^ -the contact. 

plfMllEfi^arew. a. position to see the competing bids, 
ifeWS^rsubmit lower bids if they wish. 

IglM^Bl^s^may optionally contain full information about 
^S^^ImgO level offered and cost (not just the overall 
^»^|§c^ite'%' :: This means that a node which is good on 
IMlSolsX' bdi' loses bids because of lower service level 
£p^pi).ea$i1y obtain the data necessary to improve its 
W^Shh$$fiGes of winning; more business. 
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^^^ti^>0Mf Networking : Implementation 

p§|pl:S:^/iee providers can be asked to bid for individual 
|i^?# o.Aact' objects,' the originating WF instance awards 
l^l^yteopitacl to the lowest bidder. 



g^*p|is''the responsibility of the bidding nodes to 
lMii^iMer^:!ne\3whlt their lowest bid can be. The 



M^msW^W^.^ 6 'does not attempt to provide an 
SI®)tSNNW& -Pfhowiofig it will take to service the contact, 
^^^^^mple, when bidding on an RFP with skill$et= 
mm^^&I^BdMyrt'an6 knowledae area - RMI 

that this 
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^Siittler Networking : Implementation 

^S^w^teitr is applicable to very competitive 

Sf fe^i^^^' nt ^i -where 2 competing service providers 

Myi'Myiilvfor 'Business mostly based on cost. 



lfS^|^SP8^W^-- mi 9 nt wisn t0 base its routing decision 
^^^^0^4w^ 0 ^ to -Important customers. For 
||^p;S8?M|l^ B#- dynamically finding a scarce skillset 
iltS^PiM'ewnere.'in .its network. 

^PpK^^glrj% blghly scalable, as its topology is Peer 
li&||^el£jn: nature. New nodes can be added without 



^8ll|iiltt^ofe demand on existing nodes or any 



?>»w i --ifj'/'."r;/-. 
[RTEt 
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NorteJ Networks 

Intellectual Property Law Group 

London Road 

Harlow 

Essex CM17 9NA 
United Kingdom 



NETWORKS' 



Date 

To 
Fax* 
Phone # 

Message 



Fax Cover Sheet 

15 August 2003 

Philip Coyle 

00 353 1 6144756 



No, of Pages 
To Follow 



Preparation of New US Patent Application 
Nortel Networks Limited 



18 



From Nicola Stripp 
Fax* (0)1279 405670 
Phone # 



(0)1279 405690 



Please see the attached. 




Tlus facsimile transmission is intended only for the use of tho individual or entity to which it is addressed 
and way contain ^formation which is privileged and confident***. Xf the reader of this message is not the 
intended recipient, or the employee t esponsible for delivering thin commuotentfon to the intended recipient, 
you are hereby noticed that any disclosure, distribu&m or copying of this commuiucati on is Strictly 
prohibited, If you have received tlus communication in error, please norify US immediately by telephone to 
arrange fO/ its return. Thank you, ___ _. ... 



Treatment of Original?: v fi 

, Retained on Pile (\ Sent by Post Sent by Courier 

For enquiries about this transmission, please call Nicola Stripp at (01279) 40-5690 (ESN 742) 

Registered Office: Nortel NeUvorks UK Limited, Maidenhead Office Park, Westacott Way, Maidenhead, Berkshire SL6 3QH. 
Registered in Extend No. 3937799 
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Memorandum by Email 

* RF/KL/16224ID 
1 1 August 2003 

Neil O'Connor GAL 

Arik Elberse GAL 

Records Administrator HAL 02 

Rachel Free HAL 02 
Invention Disclosure Approved 

Invention Disclosure No. : 16224ID 

Title : "Auctioneer Networking for Contact 

Centers" 

Line of Business : Enterprise Networks 

The above-identified invention disclosure was recently reviewed in accordance 
with the invention disclosure review process approved by the appropriate LOB, 
and the filing of a patent application was approved. 

I will be contacting you to discuss the invention in order to prepare an accurate, 
detailed patent application. Once a regular patent application is filed, you may be 
eligible for a patent award under Nortel Networks' Corporate procedure No. 
401.01. 

As an inventor on a U.S. patent application you have duties which include the 
following: 

1, Providing sufficient information on the invention in the patent application to 
enable one of ordinary skill in the area of the invention to make and use the 
invention; and 

2. Disclosing prior art (e.g. public information or references) that is relevant to 
the invention. 

I will further discuss both of these duties with you prior to filing the application. 

While the patent application for the invention is a legal document, it is also a 
technical document. If it is technically deficient in describing the invention, it can 
impact the validity of the patent that issues from the application. You should 
therefore feel comfortable with and understand the patent application. If you do 
not, then please work with me to make the application technically accurate. 

Please remember that the invention is Nortel Networks confidential and 
proprietary information and should be safeguarded against unauthorized 
disclosure. Any disclosure outside Nortel Networks could have adverse legal 
effects on the company's ability to secure patent rights for the invention. 
Accordingly, it is important that you advise me well in advance of any planned 
public disclosure of the invention. Should any public disclosure of the invention 
have already occurred, or is planned to occur, please notify me so that 
appropriate steps can be taken to potentially avoid adverse legal consequences. 

Thank you again for your submission. Your support of the invention disclosure 
process is greatly appreciated. 

Regards 



Our R 
Date 
To 

Copy 
From 
Subject 



14/10/03 
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NOftel Networks 
Harlow LabOratoriw 
London Road, Harlow 
Csscx-CM17 9NA«UK 
Tel i-A* (0)1272 429531 
Fax +44{0)'27S 403003 



wwv/.no:telnetwQrk5,com 

Angeta Aneter&on 
Director of Intellectual Property 
Uw (Europe) 
intellectual Property Law Group 



N&RTEL 

NETWORKS 



Dlrerjt Line: +44 (0)1 279 405673 

Direct Facsimile: +44 (0)1279 405670 
Email; 3mantfer@nQrtelnetworks.coni 



Date: 15 August 2003 

Our Ret: AA/NAS/16224ID 
Your Ref : — 



F R Kelly & Co 
27 Clyde Road 
Ballsbrfdge 
Dublin 4 
Ireland 



Attention: Philip Covle 



Sent by Facsimile 
00 3531 614 4756 

Dear Philip, 

Preparation of New US Patent Application 
Nortel Networks Limited 

Draft Required by : 15 October 2003 
Required Filing Date : 15 November 2003 

I enclose a new Invention disclosure for which ! would like you to prepare and file 
in the United States Patent and Trademark Office (USPTO) a patent application 
in accordance with Nortel Networks' guidelines. 

Please ensure that when you meet with the inventor(s) they are advised of their 
responsibilities regarding their duty of candor to the USPTO, as well as any 
other relevant rules and/or laws Including the best mode requirement. 

We also ask that you quickly review the contents of this tetter and its enclosures 
to ascertain whether or not any bar dates appear to be imminent. If so, we ask 
that you develop a plan of action to protect Nortel Networks' intellectual property 
rights in the invention disclosure, 

Please send a substantially complete draft application to the Nortel 
Networks Servicing Attorney and the above-referenced inventors by the 
date identified above. If you foresee any problems with meeting this date or 
have any problems obtaining information from the inventor(s) please let us know 
as soon as possible. 

Upon filing the application with the USPTO, please immediately fax a copy 
of the transmittal letter and declaration to us, so that v/e may update our 
records to show that the application has been filed. 



Registered office: Norte) htelwarky IJK Usnfted, M<v<lcnhe<u( Offkc Part, V/cst3coW Way, Maidenhead, Jerlcshne 5L6 3QH. 
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I would be grateful if you would confirm receipt of thi$ letter, informing us of your 
own file reference, by return facsimile. Should you have any questions, please 
do not hesitate to contact Nicola Strlpp on 01279 405690. 

Yours sincerely, 
Angela Anderson 

encs: invention Disclosure No. 162241 D 
Patent Application Checklist 
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PATENT APPLICATION 
PREPARATION INFORMATION 



Invention Disclosure No 


16224ID 


Title 


Auctioneer Networking For Contact 
Centers 


Inventors 


Neif O'Connor 
Arik Elberse 
Michael Hartrnan 


Nortel Networks Servicing Attorney 


Rachel Free (01279 405677) 




inventor to be Contacted by 


29 August 2003 


Draft Required by 


15 October 2003 


Required Filing Date 


15 November 2003 


Request and Certification under 35 
USC 122 (b)(2)(B)(i) required? 


No 




Special Instructions 


None 
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CONFIDENTIAL & PRIVILEGED 

Nortel Networks Drafting Attorney's 
Patent Application Checklist 



{To be completed by an Drafting Attorney} 



Nortel Reference No.: 15224ID 


Firm: FR Kelly & Co 


Nortel Resp. Atty/Agent: Rachel Free 


Firm Reference No.: 


Reviewer: 


Firm Attorney/Agent: David Brophy 


Review Date: 



■ A Checkmark in the Box Indicates this Question has been- Considered 



1 . The Background states a problem. 




2. The Summary states a solution to the problem. 

{Note: The 'Background Summary should "tell-the-story" of the ■ 
• invention.} 




3. The claims include appropriate apparatus, method, computer readable 
media.and signal claims, 




4. There is at least one claim that a single party can infringe (f.e„ if a 
radio communioations invention, it is possible to claim just the radio or 
lust the infrastructure). 




5. The broadest claims use the broadest language possible and avoid 
unnecessary limitations. 




6. The scope ot the broadest claim covers the broadost Inventive 
concept. 





Comments: 



I have reviewed a substantially complete draft patent application for the above-identified Nortel 
Networks disclosure in view of each of the above questions prior to providing the application to 
the Nortel Networks Patent Professional. 

Signed:, Date: 



Revised April 25, 1999 



